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Abstract ',- ‘ q 5 E} 8
This paper studied the customer satisfaction in transportation service of a case study and developed
relevant service strategies in order to increase customer satisfactions. The research instrument was a
set of questionnaires. The sample size was 418. The SPSS (version 18) was used to summarize the
data as statistical parameters, namely, Frequency Distribution, Percentage, Mode, Mean, and
Standard Deviation. The results showed that the case study should develop service strategies
focusing on the followings. 1. Concentrate on reducing time for corrective actions taken for

customer requests or complaints. 2. Have material handling equipment to increase work efficiency

in each truck. 3. Improve the service quality as a whole and promote the word-of-mouth strategy.

Additionally, this research developed a simulation model coded by ARENA to show effects of a
rule-of-thumb which can decrease time taken to solve customer complaints or requests. In order to
solve these three problems, the first problem was solving in two parts. To add four hand-held
devices in checking process and add eight workers in goods checking and truck loading. Adding the
devices and workers decrease waiting time to 100%. The second problem was using the cart to

decrease cycle time by 5.5%. The last problem was using CRM theory to solve this problem.

Keywords :  Transportation / Satisfying / Questionnaires / Arena / SPSS / CRM
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